NEWQUAY HEALTH CENTRE 

Dr N Walker. Dr J Quigg. Dr R Patel. Dr S Burns. Dr K Schur. 

Dr M Barr. Dr M Richards. Dr J Hilditch. Dr B Westhoff.
Complaints Manager: Jane Meachem 
Email: newquay.healthcentre@nhs.net
Tel: 01637 850002
We are always pleased to receive suggestions for improving our services and we like getting compliments as well.  We hope you will never have cause for serious complaint, but if you do we have a complaints procedure aimed at quick resolution of problems.
COMPLAINTS PROCEDURE - PATIENT INFORMATION 
The doctors and staff at Newquay Health Centre strive to deliver high quality patient care at all times and in all areas of contact with the patient or patient’s representative. However we are realistic enough to appreciate that there are times when less than efficient service may be given, or instances where the patient is less than happy with the service he has received. 

In order to attain and maintain high standards of care, feedback is needed from those to whom the care is delivered - one mechanism is the complaints procedure

Practice complaints procedure
If you have a complaint or concern about the service you have received from the doctors or any of the staff working in this practice, please let us know.  We operate a practice complaints procedure as part of a NHS system for dealing with complaints.  Our complaints system meets national criteria.

How to complain

We hope that most problems can be sorted our easily and quickly, often at the time they arise and with the person concerned.  If your problem cannot be sorted out in this way and you wish to make a complaint, we would like you to let us know as soon as possible – ideally within a matter of days or at most a few weeks – because this will enable us to establish what happened more easily.  If it is not possible to do that, please let us have details of your complaint:

.  within 6 months of the incident that caused the problem; or

.  within 6 months of discovering that you have a problem, provided this is within        


   12 months of the incident.
Complaints should be addressed to:  The Practice Manager, at the above address.  Alternatively, you may ask for an appointment with one of the managers in order to discuss your concerns.  
We will explain the complaints procedure to you and will make sure that your concerns are dealt with promptly.  It will be a great help if you are as specific as possible about your complaint.

If you feel the doctor is the most appropriate person to approach, you are free to do so.
What we shall do

We shall acknowledge your complaint within two working days and aim to have looked into your complaint within ten working days of the date when you raised it with us.  We shall then be in a position to offer you an explanation, or a meeting with the people involved.  When we look into your complaint, we shall aim to:


.  find out what happened and what went wrong;


.  make it possible for you to discuss the problem with those concerned, if you 


   would like this;


.  make sure you receive an apology, where this is appropriate;


.  identify what we can do to make sure the problem doesn’t happen again.

Complaining on behalf of someone else

Please note that we keep strictly to the rules of medical confidentiality.  If you are complaining on behalf of someone else, we have to know that you have his or her permission to do so.  A note signed by the person concerned will be needed, unless they are incapable (because of illness) of providing this.

Further contacts 
We hope that, if you have a problem, you will use our practice complaints procedure.  We believe this will give us the best chance of putting right whatever has gone wrong and an opportunity to improve our practice.  

If you feel you cannot raise your complaint with us or you are dissatisfied with the result of our investigation, you can contact the local services below: 

Health Watch on 03000 68 3000 and Citizens Advice 0344 411 1444 who can provide local information and a signposting service.

SEAP (Support Empower Advocate Promote) who provide independent advice and support with regard to NHS complaints.  You can find them at 17 Dean St, Liskeard, PL14 4AB,

Tel 0300 343 5706. 
or
NHS Cornwall and Isles of Scilly ICB on 01726 627975
Part 2S, Chy Trevail

Beacon Technology Park

Dunmere Road

Bodmin 

PL31 2FR

ciosicb.complaints@nhs.net
If you remain dissatisfied with our response to your complaint, you can move to the final stage of the NHS complaints procedure and ask the Parliamentary and Health Service Ombudsman (PHSO) to look into your complaint. There is a time limit and PHSO may not look at your complaint if it has gone beyond this. For this reason you should not delay after you have had our final response. PHSO contact details are: 
  
Parliamentary and Health Service Ombudsman
Millbank Tower
Millbank
London
SW1P 4QP

Helpline: 0345 015 4033
www.ombudsman.org.uk/make-a-complaint 
Complaints and compliments about other organisations

Please see the link below for information on how to contact other organisations.

Complaints and compliments - NHS Cornwall and Isles of Scilly (icb.nhs.uk)
Newquay Health Centre

St Thomas Road

Newquay

TR7 1RU

Tel: 01637 850002
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